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Time: 3 HOURS

INSTRUCTIONS TO CANDIDATE

1. Marks for each question are indicated in the brackets.

2. The paper consists of TWO sections: A and B.

3. Candidates are provided with a separate answer booklet
4. DO NOT write on this question paper.

This paper consists of THREE (3) printed pages
Candidates should check the question paper to ascertain that all pages are printed as

indicated and that no questions are missing.
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SECTION A: 40 MARKS
Attempt ALL questions in this section

1. Organizations are required to outline sources of information in line with their Standard

Operating Procedures. Identify FOUR sources of information used in communication.
(4 Marks)

2. In a business setting, effective communication is crucial for productivity and

collaboration. Mention FOUR principles of effective communication. (4 Marks)

3.

10.

To promote quality service delivery, organizations are required to comply with a service
charter. State FOUR elements of a service charter. (4 Marks)
It is a requirement for businesses to protect the confidentiality of their information while
communicating. State FOUR measures that can be used to safeguard information
confidentiality. (4 Marks)
Social media has become a powerful tool for communication. State FOUR benefits of
communicating through social media platforms in an organization. (4 Marks)
Workplace meetings is a component of communication in businesses. List FOUR
preparation requirements for a successful workplace meeting. (4 Marks)
Non-verbal communication plays a vital role in improving workplace interactions.
Identify FOUR ways in which non-verbal communication can be demonstrated in a
workplace. (4 Marks)
When preparing a business report, it's important to understand its purpose. State FOUR
reasons why report writing is important in an organization. (4 Marks)
In this digital age, businesses must adhere to strict legal and ethical standards when
communicating. Mention FOUR legal and ethical practices businesses observe when
communicating. (4 Marks)
Effective workplace communication can be hindered by certain challenges. Name FOUR

barriers to communication in an organizational set up. (4 Marks)
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11.

12.

13.

14.
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SECTION B: 60 MARKS

Attempt question 11 and any other TWO questions in this section.
Innovate Solutions is a newly established start-up specializing in technology-driven
business solutions. As the company grows, its founders recognize that effective
communication is vital for both internal coordination and external engagement with
clients, partners and investors. To set a strong foundation, they have hired a
communication consultant to guide them on how to establish clear communication
systems. The consultant emphasizes that understanding the communication process and
the role of feedback is crucial for ensuring smooth operations and long-term success.
a) As a consultant, explain FIVE essential elements of a communication process.
(10 Marks)
b) Discuss FIVE reasons why feedback is an essential component of communication
process at Innovate Solutions. (10 Marks)
Preparing various types of reports is a fundamental skill in a business, as is the
development of a clear service charter. Both are essential tools for a company to
communicate effectively, internally and externally and to uphold standards of quality and
professionalism.
a) Explain FIVE types of business reports prepared in an organization. (10 Marks)
b) Discuss FIVE steps in the development and implementation of a new service charter
in an organization. (10 Marks)
In the modern business landscape, social media has become central to an organization's
communication strategy. Managing these channels requires a clear understanding of their
benefits, legal and ethical framework within which they operate.
a) Explain FIVE ways an organization can use social media platforms to build and
maintain a positive brand image. (10 Marks)
b) Explain FIVE social media tools that organizations can use to enhance
communication and engagement with stakeholders. (10 Marks )
Communication within an organization can be categorized as either formal or informal
where both types are integral to a healthy workplace environment.
a) Discuss FIVE differences between formal and informal communication in a business
environment. (10 Marks)
b) Describe FIVE ways in which an organization can use informal communication to

enhance employee morale and collaboration. (10 Marks)
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